An evalution on the level of passenger satisfaction toward the KTM komuter train services in Kuala Lumpur by Tukis, Arisandra & Zainuddin, Nizamuddin
Prosiding Simposium Pengurusan Teknologi, Operasi & Logistik, (SIPTIK III) 




AN EVALUTION ON THE LEVEL OF PASSENGER 
SATISFACTION TOWARD THE KTM KOMUTER TRAIN 
SERVICES IN KUALA LUMPUR 
 
1
Arisandra Tukis and 
2
Nizamuddin Bin Zainuddin 
1 
College of Business, School of Technology Management and Logistics, 
University Utara Malaysia, 06010, Sintok, Kedah, Malaysia 
2
 Department of Logistics & Transportation, School of Technology Management & Logistics, 
University Utara Malaysia, 06010, Sintok, Kedah, Malaysia 
Email: arisandra89@ymail.com, nizamuddin@uum.edu.my 
ABSTRACT 
The concept of customer satisfaction is important in 
business field. Striving for customer satisfaction 
means understanding and anticipating what customer 
want of the services in the future but do not expect of 
them (Matzler et al. 1996). Customer satisfaction can 
be taken as an indicator that either customer will uses 
that service continuously. That services is indicated 
as a quality if it success to achieve the customer 
expectation and needs. This paper is to evaluate the 
level of passenger satisfaction toward the KTM 
Komuter train services in term of their punctuality, 
frequency time, speed, space, comfortable, fare level, 
cleanliness and safety on the train. With having the 
KTM Komuter trains, it was give convenience to 
people especially for people who did not have 
transport. The research result show that almost the 
services attributes of KTM komuter trains are at a 
moderate level. Further improvement need to be 
taken to improve the services and to increase the level 
of customer satisfaction.   
Keywords: Customer satisfaction, KTM komuter 
trains, services. 
1.0 INTRODUCTION 
The concept of customer satisfaction is important in 
business field. Customer satisfaction can be taken as 
an indicator that either customer will uses that service 
continuously. That services is indicated as a quality if 
it success to achieve the customer expectation and 
needs. For service providers, customer satisfaction is 
crucial to know which service attributes add value 
and increase satisfaction, which of them merely fulfill 
minimum requirement and minimum dissatisfactions 
and which do both. (Matzler & Sauerwein 2002). 
KTM Komuter is the first electrified commuter train 
services that operated by Keretapi Tanah Melayu 
Berhad (KTMB). It was introduced in 1995 to cater 
especially to commuter in Kuala Lumpur and the 
surrounding suburban areas such as Tanjung Malim, 
Rawang, Seremban, Sungai Gadut and Port Klang. It 
has been a popular mode of transport for commuters 
working in Kuala Lumpur as they can travel to the 
city without being caught in traffic congestion. KTM 
Komuter trains have attracted a significant number of 
passengers in the transportation market with offers 
reasonable fares. KTM komuter train play a role in 
reducing the transport crowdedness on the road 
especially when peak hour. Nowadays, KTMB are 
provides commuter train services daily and serving 53 
stations along 240 route-kilometers. The main route 
of KTM Komuter is Tanjung Malim to Sungai Gadut 
lines and Batu Caves to Port Klang lines which there 
are many shopping complexes and places of interest 
located near the station area for the rail user to 
explore.  
 
1.1 PROBLEM STATEMENT 
Rail transport nowadays plays an important role as 
the public transport to move people from one 
destination to another destination and reduce the road 
congestion in Kuala Lumpur. With having the KTM 
Komuter train, it makes people life easier to go to the 
work or another destination especially for people who 
did not have transport. In fact, even railway 
transportation has a lot of benefits for society life but 
they still faced by the problem. Good or Poor services 
of KTM Komuter trains will give a big impact to the 
level of passenger satisfaction. KTM Komuter has 
been facing problem of crowding customers during 
peak hours, there are stations that did not satisfy 
passenger needs and also the condition of its train 
itself which not comfortably at all. Passenger that use 
the service almost everyday sometime face the 
problems that they did not want to happen. Other 




to get the tickets and sometime there are no ticket’s 
vending machine provided or the ticket vending 
machine is not function well. Besides that, there are 
different rail system and lines. As a result, some of 
the lines do not integrate well make inconvenient for 
passengers to transferring from one station to other 
station. Moving from one station to another often 
require a lot of walking, stair-climbing, escalator-use 
and even crossing busy roads. In addition, effective 
and efficiency of the KTM Komuter trains services 
such as the punctuality, frequency, speed, space, 
comfortable, cleanliness, fare level and safety at the 
station or inside the train also will affect to dissatisfy 
of passenger.  
1.2 OBJECTIVE 
The objective of this study is to evaluate the level of 
passenger satisfaction toward the KTM Komuter train 
service in Kuala Lumpur. The various matters and 
issues that have been raised and cause some 
passenger are satisfied and some are still not satisfied 
with the services provided by KTMB. To determine 
the satisfaction level of passenger toward the KTM 
Komuter train services is term of the punctuality, 
frequency, speed, space, comfort, fare level, 
cleanliness, and safety. Besides that, in this study is to 
identify the dissatisfaction factor of passenger and 
also identify service dimension which is needed to 
improve by KTMB in order to increase the level 
satisfaction of passenger. The service dimensions can 
be classified into at station and inside the train. 
Improvement of the service can increase the level of 
passenger satisfaction and also give the passenger to 
enjoy a better quality of the services in the future. 
2.0 LITERATURE REVIEW 
This paper is evaluation about the passenger 
satisfaction level toward the KTM komuter train 
services in Kuala Lumpur with the population over 
ten million of people. KTM komuter train is high 
technology transportation that operated by KTMB 
which as the alternatives of public transports for 
passenger. It was included an analysis of the 
condition inside the train or in the train station and 
the operation of the KTM komuter. In this paper also 
will discuss about how the services that provide by 
KTM komuter train such as the punctuality, 
frequency time, speed, space, comfortable, fare level, 
cleanliness and safety in the train can effect to the 
passenger satisfaction level. Moreover, there have 
internal factor and external factor can influence to the 
customer satisfaction level. Internal factor is refers to 
KTM komuter operation, management of KTMB 
toward the customer complain, and others. While the 
external factor such as weather, walk path, location 
station of the KTM komuter also will influence to 
passenger satisfaction.  
2.1 Punctuality 
The punctuality is means did the KTM Komuter 
punctual to arrive the station on time and no delay or 
cancelation happen. Punctual on time is important for 
every passenger. When KTM komuter trains is not 
punctual to time and it will make passenger did not 
satisfied. 
2.2 Frequency 
The frequency is means the number of trips or times 
that the train runs during a days especially on the 
peak hour. If the frequency is less, it means passenger 
have to wait a long time for the next train. For 
example, one hour on one train only. If passengers are 
miss the previous train, and then they maybe have to 
wait for the next train. 
2.3 Speed 
Speed of the train is identifying on how much time 
that the trains are takes to move from one station to 
another station. For one journey, the train is use how 
much time to run up on one network and how the 
speed of the train when peak hour. If the KTM 
komuter train moves slowly, it make late to the 
station. 
2.4 Space 
Space in this research is means of seat inside the train 
or at station. During the peak time or peak hour, there 
are enough or not seat for the passenger to seating. 
Besides that, the trains have provided the enough 
seats or not and facility needs to the mobility-
impaired such as elderly and the disabled inside the 
train and at the station. 
2.5 Comfortable 
Comfort is related with passenger comfort feeling 
such as appropriate climate control means the air 
conditioner, comfort of seat and comfort of ride. 
Comfortable inside the train or in the station also is 
important. The more comfort they feel, the 
satisfaction level is increase and then the more 




2.6 Fare level 
Fare level is means the ticket price or did the fare of 
ticket is reasonable or not for passenger to pay. . For 
student and child, did the fare ticket is fair to 
compared with passenger who have income. In this 
research, it look whether the fare of ticket can effect 
to level satisfaction of passenger and how it will give 
impact to passenger dissatisfied.   
2.7 Cleanliness 
Cleanliness at the station and inside the train also will 
affect to passenger satisfaction. When the station train 
is full of rubbish and dirty, it will make passenger 
dislike waiting in the station and did not willing to 
take the trains. When passengers dislike a situation, it 
will cause to low satisfaction of passenger. 
2.8 Safety 
Safety in transit is whole part from step on the station 
until travel with the train safety. When accident in the 
train is less, passengers are feeling safe to take the 
train. Passenger will satisfy if journey of the train is 
safe. Other than that, the security guard is always to 
check whether got men are wrong entering to women 
coach and to ensure the passenger  are be careful 
when exit and entre to the train to avoid accident 
happen.   
2.9 Theoretical Framework 
      




According to the diagram, the dependent variable is 
the satisfaction of passenger; it can be effect through 
the train punctuality, Frequency, speed, space, 
comfortable, fare level, Cleanliness and safety. The 
services that provide of train can be determined as the 
independent variable. Performance evaluations lead 
to an overall evaluation of services satisfaction, the 
result of which can be resumed to either satisfaction 
or dissatisfaction in general terms. 
3.0 METHODOLOGY 
In this paper, data is collected through the distribute 
questionnaire, survey and observation at the KTM 
station in the Kuala Lumpur. The population for this 
research consists of passenger who are used the KTM 
komuter trains as their transport mode in Kuala 
Lumpur. Meanwhile, the sample is consists of 80 
passengers from 2 selected stations. The randomly 
selected stations are Kepong Sentral station and Mid 
Valley Station. 
For the finding, two types of data sources were used 
which is primary and secondary data. 
 
Primary data is 
obtained using self-administered questionnaire. 
Questionnaire was distributed to the 80 passenger 
among on board the train and those waiting for train 
in the station. Other 40 questionnaire are distributed 
through the online. The survey and observation were 
look to the respondent in the KTM station during the 
waiting the train. In addition, secondary data can be 
obtained from statistical bulletins, book, journal, 
newspaper, online data and other. In this research, 
researcher is used lots of online data such as in the 
web site or data information and feedback from 
respondent who have cooperated in the research. 
After that, researchers are using the Statistical 
Package for Social Science (SPSS) version 14.0 to get 
the result in order to analyze data that collect from 
respondents. When all data successfully key in into 
the SPSS software, researcher can directly get the 
result. The result from SPSS can be present in pie, 
chart, diagrams, and bar graphs to show the 
satisfaction passenger toward the KTM service in 
more clearly. 
4.0 RESEARCH FINDINGS 
In the finding, researcher was distributing the 80 
questionnaire to the passenger on board of train and 
in the KTM station and another 40 questionnaires are 
distributed to people through the online. After all the 
questionnaire are collected, researcher are record the 
data into the SPSS software to look the result. In the 
result of the SPSS for the level of passenger 
satisfaction toward the KTM komuter train services in 
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Table 1: Respondents demographic 
Table 1 are shown the summary of the descriptive 
statistics of socio-demographic of respondent. A total 
of 120 samples were distributed. About 68.3% of 
respondents consider the majority were female. 
Besides that, the majority of the respondent is 
Chinese community which about 54.2 % and 25% is 
from Malay community. Another 15% of the 
respondent is India community and only 5.8% of 
them are from other ethnic. Next, the high proportion 
of age group was between 21 – 35 years of age 
(55.8%), the second highest group between 36 – 50 
years of age (26.7%) followed by below 20 years old 
(10.8%). Another only 6.67% of them age above of 
51 years. As for occupational 43.3% of the 
respondents were student from university, secondary 
school and other.  About 23.3% of respondents come 
from government sectors and 30.0% of respondents 
are from private sectors. The remaining 3.3% of the 
responders were unemployment which consists of 
retired person, housewife and other.   
 
Figure 2: The purpose of take KTM train 
 According the Figure 2, most of purpose of 
passengers to take the KTM komuter train is to 
exchange to another train station which has 43 
respondents. It consists of change to LRT station, 
KL monorail station, bus station and other. 33 of 
respondent are taking KTM komuter for the purpose 
of go to working place. Besides that, 27 of 
respondent are answered that the purpose of taking 
KTM komuter trains is to go back home and 12 
people are for the purpose of traveling. Only 5 
people are take KTM komuter train for other 
purpose such as go to shopping centre. 
 
Figure 3: Train is always arriving on time 
Pie Chart above is showing about the opinion of train 
is arriving to the station on time. From the result 

































Disagree that train are arriving to the station on time 
and 18% of respondent also answered of disagree 
with that. About 20% of respondent are say neither 
disagree or agree  means they are not sure and feel 
that sometime train are arrival on time and sometime 
is not. Only 15% of respondent is agree that train are 
always arriving on time as the information display at 
station. 
 
Figure 4: The satisfy level toward the KTM 
komuter train services 
From the Figure 4, it shows that most of respondents 
are satisfy to the fare that charges by KTMB which 
21% of respondent are say that the price of KTM 
Komuter train are fair and reasonable which each 
passenger are able to pay and take the commuter 
trains services. Besides that, respondent also satisfies 
to the cleanliness of the KTM komuter trains. 20% of 
respondent feel that the inside the train and in station 
are clean. Next, 17% of respondent are satisfy to the 
safety in the train which saying that accident in the 
commuter train is low and safe to take. Besides that, 
14% of respondent feel comfortable inside the train 
and in the station. Lastly, the satisfaction toward the 
punctuality, frequency, speed and space of the KTM 
komuter train is less. They think that KTM komuter 
train are not punctual to the time as display at station, 
the frequency of train is less, speed is slow and too 
pack inside the trains especially during the peak hour. 
5.0 RECOMMENDATION 
Through the finding, it found that the most unsatisfied 
of passenger is toward the punctuality and space of 
the KTM komuter train services. KTM komuter train 
are did not arrival to station on time and always delay 
on the schedule are setup. While the space of KTM 
komuter train also one reason that make passenger 
dissatisfy. Most of passengers say that train are 
always too pack especially on peak hour and always 
not enough seat for passenger. In recommendation, 
some suggestion to the KTMB to improve their 
service in order to increase the satisfaction level of 
passenger. KTMB can provide a large and more 
commuter train so that it can accommodate more 
passengers on each trip and more frequency of train. 
The operator of KTMB can improve their train 
operation to be punctuality as the schedule that setup. 
KTMB must take seriously to the problem of 
passenger and provide the alternative and solution to 
manage the passenger complaint. 
6.0 CONCLUSION 
From a result of the present analysis on services 
dimensions KTM komuter trains, it can be concluded 
by saying that the customer satisfaction on KTM 
komuter trains services just remain to moderate level. 
KTMB should be taken actions for improving the 
services quality in those services dimensions in order 
to increase the passenger satisfaction level. Further 
improvement needs to be taken to improve the 
services and to increase the level of customer 
satisfaction. 
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